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Marking Criteria:
 We expect the learners to write minimum one well expressed point in three lines against each allocated mark. This means one needs to write 15 lines with 5 well expressed points to get high grades for a 5 marks question.
For high grades use examples and illustrations where appropriate. 
	1.
i. The benefits of training in the context of business performance would include the following
· The likelihood of improvement in productivity. This might mean that production takes place within a shorter duration or there is an increase in production volume over a given time period.
· It can lead to a reduction in wastage which in turn enables the company save costs that would add to the bottom line.
· It can help in increasing the volume of sales for every transaction made. Staff can learn new ways of convincing existing customer to increase the volume of transactions they undertake.
· Lower levels of staff turnover: this saves the business time and money. It ensures that manpower is properly utilized as very little time is spent on recruitment.
· Improved service quality: when employees get properly trained, they become well equipped with knowledge and skills that enhance service delivery.
· Improved customer satisfaction: the customers are an integral part of the business. Satisfied customers would ensure repeat business which guarantees sustainability of income. They can also become brand promoters of the business which then gives the business a wider reach.
· Improved employee satisfaction: This motivates the employees to deliver better service and also reduces staff turnover. Good service delivery attracts customers to a business.
· Increased employee flexibility: This leads to self-development of the employees and inevitably creates a resource pool of reliable man-power for the organization.
ii. Training needs of a staff can be identified from the appraisal process. Given the fact that there are duties for the staff to perform, staff performance can be evaluated by comparing results obtained to the set objectives. The following conditions are also ways by which a manager can identify the need for training:
· When performance needs to be more effective
· When new staff are hired
· When there are changes in operational standards
· When there are plans for expansion and for personal development of staff.
iii. The hospitality business has the task of facing customers on a daily basis to provide services that satisfy customers. In the process of satisfying customers, there has to be a hundred percent accuracy in tasks like booking reservation, bill settlement and total elimination of inconvenience when handling customer request.

Secondly, the nature of the hospitality business and the perception of the general public as a low paying industry without much prospect for career growth means that they face stiff competition from other business sectors as regards attraction and retention of staff. 

Thirdly, when there is a downturn in the economy the hospitality sector is usually viewed as a luxury which translates to less business for the sector. This therefore means that resources have to be maximized to maintain profit levels.

In light of the above, the aims of the hospitality business would have the following aims for training programmes.
· Change the behavioral pattern of employees
· Teaching staff to build lasting relationships with customers
· Elimination of errors in transactions
· Increase sales 
· Avoid wastage in use of resources
· Enhancing work and social skills as well as knowledge building 
· Staff development regarding customer service as front office staff are customer facing
· Enhancing worker flexibility
iv. A training programme can be evaluated by the using the following steps.
· Check if the programme was completed
· Identify areas of possible improvement as regards the training
· Check techniques that were successful in delivering the programme
· Check benefit that the training has delivered to the business
v. steps to conducting a training programme would include the following:
· Preparation: the trainer has to plan the training session in a way that it will be delivered with ease to the trainee. The behavioral pattern is essential to prepare the mind of the trainee. This enables the trainee to absorb and acquire the skills that will be taught during the training session and also help the trainee in applying the skills acquired. The trainee needs to know the objectives of the training and its importance. Preparation should include a process that the trainee should be able to relate to as it concerns the duties of the job.
· Delivery of materials for the training: this has to do with the various methods of presentation of the skills to be learned and the knowledge to be obtained. The trainer has to focus on methods that will enhance proper and easy communication to the trainee. The trainer needs to make the trainee comfortable and give allowance for questions to be asked. Real scenarios have to be used to further breakdown job processes as well as to create an easy transition from learning to doing and performance on the job. There are several delivery methods which include: on the job training, role play, videos, distance learning, trial and error and skill demonstration.
· [bookmark: _GoBack]Follow up to determine impact of training on staff. The trainer checks the trainees progress with regards to service delivery and speed.
Activity
The number of employees that need training is six (6). 
Step 1. The objectives of the training will be outlined
Step 2. An experienced administrative staff would be selected to handle the training session. 
Step 3. An induction programme would be drawn up for the staff to make them familiar with the work environment.  
Step 4. The various issues staff have regarding customer service as well as the mistakes staff make while attending to customers will be outlined with a view to addressing those issues.
Step 5. All the possible complaints that come from customers will be also be listed and solutions to these complaints would also be listed. 
Step 6. The resources available for this training will be taken into account and made available to the trainer.
Step 7. A time, venue and duration of the training will be established.
Step 8. Feedback from the trainees will be requested to ascertain their level of understanding and also to determine areas of improvement regarding the training process.




    


















	





Student Statement:

By submitting this assignment, I confirm that this is my own work.



	Student Signature
	Ohimai Ovbude
	Date
	August 8, 2016




For Tutor / Assessor Use Only
	Total Marks
	

	Marks Obtained
	

	Percentage / Grade
	













image1.png
ﬁ
o R




